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Risk Communication/— Definition

“A-Science-based Approach for
Communicating Effectively in:

= High-Concermn
= High Stress
= Emotienally;Charged;, or

== ControversialrsSituations:



Risk-Communication Science

* There s alarge body of scientific
knowledge

o Most ofi the: skills invoelved are non-
Inturtive and nen-instinctive and
therefore must beracquired

o [he key te)SUGCCESSIIS, Preparedness



Risk-Communication Science

e 8000 Articles in Peer Reviewed
Scientific Journals
o 2000 Books

o Reviews ofithe' LLiterature by Vaj

Scientific Organizations: (e.g., U

0) [

National Academy; 6li SCIENCES;
Society ofi Great Britann)

Royal



2001

‘. /the.major public health challenges
since’'9/11 were not just clinical,
epidemiological, technical, ISSues.
The major challenges were
communication. In fact, as we: move
Into the 21st century, communication
may well become the central science
of public health practice.” (December,
2001) EdwardBaker, MD; MPH,
AssistantSurgecniGeneral



“Emergency RiskK
Communication €ChEynerqgy:

AGulde to Emergency Risk
Communication Planning®

CHIRON]



Risikz/Communication

Do’s: Examples

Avoid Unnecessary Negatives
(No, Not, Never, Nothing,
None)

Speakiwrite cleary (AGL-4)

For each Issue; develoep lists; that
represent 95% ) efistakenelder
guestions andrconcerns: (©5%
Rule)






Risk.Communication-

Timeline
BC 1970's 2001
(Attention (Riske (Science)
Span) Per-

ception)



Risk.Communication-

Timeline
BiC 19707's 2001
(Attention (Riske (Science)
Span) Per-

ception)



Risk/{Communication

Goals

o Shared Knowledge
o [rust

o INnfOormed, Ethrcal [Decision
Making









earngs
) understandingpand
(@) r2marmoerire
nrermaten.:

mplicatensiz






Messenger

 People judge'the messenger
before the message

o People judge the messenger,
primarily; in terms: of tiust

o INfOrmation aboeut trust comes
from non-verballcommunication,
verbal communication, and

actions






Vieans

The larger and more diverse;the

audience, the less effective the
communication.

Implications?



@verall

“Facts about the actual risk play
virtually ne role i public
perceptions and decisions about
risks, concerns, o worries. What
does play a rele are factors; such
as trust, benefits; and controel.”

Implications?
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Hieannay
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(&) rememoaring
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Classical'Research

Message Develpment
05%Rule

“95% of all guestions: and
concerns that will'be raised! by
any stakeholder in any
controversy: can e predicted in
advance.”

Implications?



ldentifying Stakeholders and
Their Specific Concerns

 Historical Record (e.g., meeting
documents; media reports; logs)

—Specific

—Related

—General
e Subject-matter experts
e Role Plaving



Categories of Concerns and Issues

Health issues

Safety Issues
Economic issues, e.g.,
-- Property values

-- Housing

-- Employment

-- Tourism

-- Business
Environmental issues
Wildlife Issues
Quality of life issues
Legal issues
Trust/Credibility issues

Information/Communication/
Notification issues

Ethical issues

Technical issues
Administrative issues
Process/Procedural issues
Roles/Responsibility issues
Historical issues
Religious issues
Responsiveness issues
Educational issues
Psychological issues
Policy Issues
Ethnic/Diversity issues
Cultural issues
Fairness/Equity issues
Recreational Issues
Political issues

Pet issues



Concerns=Risk Perception

1. Trustworthy sources Untrustworthy sources

2. Substantial benefits Few benefits

3. Voluntary Involuntary

4. Controllable Not controllable

5. Fair/equitable Unfair/inequitable

6. Natural origin Human origin (man made)
7. Familiar Unfamiliar/exotic

8. Not dreaded Dreaded

9. Certain Uncertain

10. Children not as Children as victims

victims






Classical (BC) Research Results:
Rule of Ihree Tiemplate

o 3 Messages Repeated 3 limes



Classical (BC) Research Results:
Rule of Ihree Tiemplate

Message Maps

(Layered/liered lriplet
Messages)



Message Map
Stakeholder:
Question/Concern:

Key Messaqge/Fact
3.

Key Message/Fact
2.

Key Message/Fact
1.

Keywords:

Supporting
Fact 3.1

Keywords:

Supporting
Fact 2.1

Keywords:

Supporting
Fact 1.1

Keywords:

Keywords: Keywords:

Supporting Supporting Supporting
Fact1.2 Fact 2.2 Fact 3.2

Keywords: Keywords: Keywords:
Supporting Supporting Supporting
Fact 1.3 Fact 2.3 Fact 3.3




Key Messaqge/Fact

| came

Keywords:

Supporting
Fact 1.1

Long
journe

Keywords:

Supporting
Fact 1.2

Heavy
|_osses

Keywords:

Supporting
Fact 1.3

Arrived
safel

1.

The journey
was long and
hard.

We suffered
heavy losses
along the way.

Despite the
difficulties, we
arrived safely.

Message Map

Stakeholder:

Question/Concern

Key Messaqge/Fact

| saw

Keywords:

Supporting
Fact 2.1

Large
armies

Keywords:

Supporting
Fact 2.2

Well
armed

Keywords:

Supporting
Fact 2.3

Well
positioned

2.

The enemy
armies were
large.

They were well
Armed and
equipped.

They were well
positioned.

Key Message/Fact

Keywords:

Supporting
Fact 3.1

Engage

Keywords:

Supporting
Fact 3.2

Fought
bravel

Keywords:
Supporting

Fact 3

Defeated
enemy

3.
| conquered

We engaged
them
Immediately

Our legions
fought bravely

The enemy is

(totally)
defeated.




Message Maps: Uses

Information Forums
Fact Sheets

Press Releases
Video) Scrpts
Scripts o HerlEines

\Weh) sites



Inermation Foruim




Classical (BC) Research Results:
Rule of Ihree Tiemplate

o 3 Messages Repeated! 3 Times
-~ [F1;
-- Fermats: (e.qg., written, visual)

- Channels (e:g, factisheets,
Web site; Viden)



o /Addresses.
—What should people know about “x

—What you want them to know about
“X”” regardless of questions asked

—What you would put in your opening
statement about “x”

* Be sure It gets delivered

—“Bridge” to It If necessary: e.g., “I
want to remind you again...”

e Serves as a “A port In a storm”







AG|l 4 Jemplate (Message Clarity
Rule)

Average Grade Level Minus 4
Exceptions:

-- Words that are defined i clear,
language

- \Words that woeuld e 'well
Lindersteedihy thertanget
audrence









Trust . =actors
In"High Concern' Situations

Assessed
Listening/Caring/ /N first
Empathy / 30 seconds
50%

Competence/
Expertise

15-20%¢

Dedication/
ommitment



Conviction

'/, Optimism










-- Definitions (6-10 additional
words)

-- Names of Organizations (count as
one word)

-- Phrases (count as one word)



ThanCements (doubies el
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DK (I"Don’t Know) Template:

Short Form

=Say You Don't Know/Can't
AnswerWisiitYoureouldrAIswer:

=Glve the Reasen Why: You Doen't
Knoew, or Canit Answers

=|ndrcate Eellew UprwithriDeadline®
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I'DK /(1 Donit=Know) Iemplate:

UES
Yourare.not prepared toranswer

YOou are not the expert
You are not the responsible party

You don't have information or data
(e.q., It IS being|mvestigated)

You are limitediimpwhat can say: (e.d.

(natienal secuiiyalItigauens; privacy:



DK (I"Don’t Know) Template:

Short Form

=Say You Don't Know/Can't
AnswerWisiitYoureouldrAIswer:

=Glve the Reasen Why: You Doen't
Knoew, or Canit Answers

=|ndrcate Eellew UprwithriDeadline®



1D K. (I.Dont Know) Teémplate

=-Acknowledge/Repeat the Question
=Say You Don't Know/Can't
Answer/Wish You Could Answer*

= Glve the Reason(s) Why You Don't
Know o Can't Answer:

= |ndicate Follew UprwithriDeadline:

= Bridge o WhalsYoeu cantsay,



Non-VerbalyCommunication

e 75% Rule
e Negative bominance

o Cultural Meaning



Research
75%/Rule

o People’judge the messenger,
before the message

o People judge the messenger,
primarily: i terms ofi tiust

o /5006 0 more of Itermation aboeut
trust comes frem. non=\verhal
communrcation






Classical(BC) Research Results:
Trust Factors

Assessed

Listening/Caring/_// N first
Empathy / 30 seconds
50%

Compete_nce/ Dedication/
Expertise Commitment

15-20% (RSA0)
HERESY/,

@REMNESS
1155-20)%¢



Trust

Non=Verhal Communication

e 75% Rule
e Negative bominance

o Cultural Meaning






Risk.Communication-

Non=Verhal Communication

e Eyes
-- Eye contact
e Hands
- Visible; waist level; small
MoeVEements
o Posture
- Slightileanforward; relaxed;
avold repettivermotens



Risk.Communication-

Timeline
BC 1970 240]0)i1
(Attention (Riske (Science)
Span) Per-

ception)



Risk.Communication-

1970's: /Research Results

o RiskiPerceptions
o Negative bominance
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1970's#Research Results

“Facts about the actual risk play
virtually ne role i public
perceptions and decisions about
risks, concerns, o worries. What
does play a rele are factors; such
as trust, benefits; and controel.”

Implications?



Concerns=Risk Perception

1. Trustworthy sources Untrustworthy sources

2. Substantial benefits Few benefits

3. Voluntary Involuntary

4. Controllable Not controllable

5. Fair/equitable Unfair/inequitable

6. Natural origin Human origin (man made)
7. Familiar Unfamiliar/exotic

8. Not dreaded Dreaded

9. Certain Uncertain

10. Children not as Children as victims

victims



Concerns’=Risk Perception

11. Not memorable
12. Moral/ethical

13. Clear non-verbal
message
14. Responsive

15. Random/scattered
16. Little media attention
17. Victims statistical
18. Immediate effects
19. Effect reversible

20. Scientifically well
understood

Memorable
Immoral/unethical

Mixed non-verbal
message
Unresponsive

Catastrophic

Much media attention
Victims identifiable
Delayed effects
Effect irreversible

Non scientifically well
understood



Concerns Risk Perception
Amplification Weights

Factor Weight
bl Gl=fe——fe———f A 2000
CoNrol ..o e iaaeens 1000
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Risk.Communication-

Timeline
BC 1970's 200)1
(Attention (Riske (Science)
Span) Per-

ception)









2001

‘. /the.major public health challenges
since’'9/11 were not just clinical,
epidemiological, technical, ISSues.
The major challenges were
communication. In fact, as we: move
Into the 21st century, communication
may well become the central science
of public health practice.” (December,
2001) EdwardBaker, MD; MPH,
AssistantSurgecniGeneral



Risk-Communication Science

¢ Literature Reviews/Knowledge
Compendiums

o Performance Standards/Best

Jractice

o Performance Accountanility




Strateqy—FIrst Steps

SIEPAL
1) ddentify. Concernns/Issues

2) ldentify/Profile
Stakeholders

3) ldentify Questions/Concerns

SIEPI2

1), Develop Messages

2) CoordinaterViessages

3) ldentlyandiiyain
Snokesnennle






ae) EN = 8P

S19) Primeacy/RrRecency
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f=/~7olaraniee Jremplate

 Talk-aboutwhat you 'can factually
guarantee, promise, assure, or tell

o Tell people threefactual things

» Focus on factual precesses,
pProcedures, o actions; Net outcemes

AVEIEE

o Saying|that “there arernerguanantees”
or that " thererare guarantees.”



Guarantee demplate

/07 Qi
“You've asked me about the future.”

“The'best way llcan talk about the future Is
{o talk-about the past and present.”

“What the past and present tell'us Is...(tell
people threethings)”



AlSETAVIEGateRNIERIPIELE

Vorst Case: [lemplate



False Allegation I'emplate

< |dentify,,acknowledge, and state the
opposite ofi the false allegation

== Validate/arfirm the epposite ofi the
allegation

= |pndicate three things that you have,
are, o willr'de tey maximize/achieve
the opposite efitheallegation



False Allegation Tremplate:

D0: Do talk about, who yoeu are, what
you are, or what you are doing.

AVoid: Repeating false negatives or
talking aboeut' whe yoeuare noet, what yoL
are not, or whatyoeuare not doeings.






Worst-Case’Template

= State that the question Is a “What If”
guestion.

& |ndicate that that It 1S

generally more useful te fecus on
“What 1s”

= |ndicate three facts; that
respond e the cencens; e.d.,
(1) emengency IespPonse;
(2) contarinment (@) prevention.



RisK-and'Chiange Mangement
Communication = Definition

“A-Science-based Approach for
Communicating Effectively in:

= High-Concermn
= High Stress
= Emotienally;Charged;, or

== ControversialrsSituations:



Risk-Communication Science

e 8000 Articles in Peer Reviewed
Scientific Journals
o 2000 Books

o Reviews ofithe' LLiterature by Vaj

Scientific Organizations: (e.g., U

0) [

National Academy; 6li SCIENCES;
Society ofi Great Britann)

Royal



Risk-Communication Science

* There s alarge body of scientific
knowledge

o Most ofi the: skills invoelved are non-
Inturtive and nen-instinctive and
therefore must beracquired

o [he key te)SUGCCESSIIS, Preparedness
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